Abellio Greater
Anglia

Annual Report to
Ccustomers

Qualitative
research

Findings

>

s

19 December 2014 Passengerfocus i




Context

Annual Report explored as part of customer requirements of franchise

East Anglia franchise research commissioned by Passenger Focus
Objectives were to understand passenger experiences
Improvement priorities also identified
Annual Report to customers shown as part of research process
Respondents given 5-10 minutes to browse the report

Overall impressions and sections briefly discussed
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Method and sample
12 x 2 hour focus groups (and 5 depth interviews with disabled people)
Locations: London, Norwich, Ipswich, Cambridge, Chelmsford
User types: Frequent, infrequent and lapsed/non-users
Routes: Inter City, Main Line, West Anglia Outer, Rural, Stansted Express

Research conducted from 23 October — 4 November 2014

Report to Customers used as stimulus (one copy per respondent)
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Initial reactions
Not sufficiently compelling to engage consumers. Needs a stronger hook

No previous awareness in this sample Annual Report to

Customers

Assumed to be Financial Report
Customer focus overlooked Sl
Low levels of claimed interest
Expect to be patronising / biased
Looks boring —flick through only
Assume to be dry/off-putting
Only read if on long journey

Expect to be online

abellio™greateranglia
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Managing Director’'s message

Tends to reinforce stereotypical perceptions of TOCs rather than creating impact

A message from the
Managing Director

1r gives me great pleasure 1o write the inroduction for cur lavest Armual Report to Customers, just a
fewr wiaks after joining Aballic Greater Anglia as Managing Director

| am immencely prood to lead the team. My abm s to build on the achievernents of the last bvo years,
1o further ieprove performance and customer service standards. In doing so, we will be locking to
engage even more effectively with cur custemers and stekehalders, to help us meet their aspirations.
I'm especially kean to embed a positive, customer-focused athos thooughowt our business, including
enhanced customer comamminication and maore benafits from our alliance with Network Rail, to delivar
a better service for customers and communities on a consistent hasis.

With that in mind, I'm glad 1o wpdate you on how we are progressing on the issues that matter to
customers and stakeholders acrss our netwark,

The past year has presented its challenges, notably when train sarvics performance was adversely
affeeted by the Autimn stosma. However, as [ hope you will see from the content in this report. we
have continued to lnvest In Improverments to yoor services. And as we approach the end of the
current short franchise in July thie year, our comemitment and resolve to you, our vahed cstomers,
will continue 1o Insplre us to carry on doing all we can to deliver consistent, reliable and impreving
train 2arvice performance and excellent customer service.

Looking further ahead, we recently agreed a Direct Award contract with the Depearmment for Trangport,
(DIT) 1o contime operation of the Greater Anglia franchise untll Ocrober 2016, Afrer liatening 1o your
leedback and consultlng with our stakeholders ahour the Direct Award, | am really detighted that we
have bean able to agres the implementation of & nurnber of positive customer benefits that form

part of the new franchise, including improvements to roling steck, new and additions] train services
providing extra capacity and farther investment in custemer service

The DFT intends to let the long Crestar A:q;ﬁnfmn:hjse froem Oemher
2006 and as the pathway towsards the longer Franchise is devaloped, we
will engapges and consult with stakeholders and our customers about the
priorithes for the fature We are ales frmly commited o maintainlng our
prvatal rale in making the case for major upgrades to East Anglia's rail
matwark in the bonger termm.

I b wou will find the annual report useful and informative and | would
weleame your comments and leedback

[

Jumie Burles
Managing Directos
Absllic Graatar Anglia

2 | Acnial Baport to Customens Wi ov
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Train service performance

Would be interesting to compare with targets proposed in franchise bid
Train service performance

I the past yaar, we reported our best ever period of punctuality with 95.7% of &l trains on
time for the faur-weeks ending 25 May 2013.

Although thers was a slight decline in puncruality
it the: prenious year (20027 13, the overall

Abellio Greater Anglia M, punctualitg trends aTe encoursging when compared to
2011412, when MAA punctuality was 30%:

2011712 90 comganisan to the current 91.7%,

2012/13  91.5% Through our aifiance with Network Rall, we are

2013/14 91,74 workang ever hardes to irmprove traim service

MAA Punctuality by route group performance. Cug performance and -:::nl:rql

fisp o 31 March 2014) teamns work closely with their Netwark Rail

colleajpues to rigorously analyse all alays so we
carrdelivar improvernents by eradicating issues
that cause delay, and when problems do oceur, to
learn lessons and implement robust continpency
plans to aid service recovery,

A good example of our joint approach was the
prempt collaboration to ensure the landslip that
oceurred at Brantham, near Manningtres on the
Landen to Norwich mainline in Febroary was
prompthy repaired and servies disruption kept to-
a mindmum.

Logking ahesd, we becama tha first
aperstor in the country to kave a trn fetted
with new technology to help mckde the
Auturnnal problem of slippery rails caused by
falling leaves. Two rmore of our trains are et
in line to be fitted with this mnovative new system, with a nationz] rall-out expected to bogin next year.
In March, we alse announiced new isvessrnent of over £1m to
implement & joint perftemance action plan with Natwack Rall
to raise padormance standards, and dellver a better service
foxr customers, despite being only four months from the end of

#nmual Report to Customers aa o | 3
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Customer service

Honesty of showing decline in Autumn satisfaction

Customer service

We have continusd towwark hard to ralse customer se

satisfaction for our Intercity route, with 91% of customers

—=h

niice standards, Overall satisfacnon
armongst Anellio Greater Anglia's custarmers in the Autumn 2013 National Bassanger Suney
{MPS) was 80%, compared to 77 % In the Spring 2013 survey.

I the Awtarm 2013 survey, thare was a decline in customer
satisfaction across the mil mdustry compared to the sguivalent
Annuma 2012 survey, with bad weather 8 eomribunng facsor NPS passenger satisfaction

Hewever, the imgravement we saw in the averall custamer _ I

CMutema2012 s

satisfied, is particularly encouraging and reflects some of the
continuirg efforis being made o further improve services, _ TTH
We are working closely with our Customer Panel members [ e e

whe provide valuable mpur and feedback on issees such as

trmetabies and service provision to better understand

customers’ needs and develop strategies for improvemnent.

Cuir corrprehensive training prograrmme S
managers and customer service staff is
continuing, following is success in Improving
customes servics on e netwgrk, Moce than
‘two-thirds of gur colleagues completed the
tailor-made service training programme dunng
013, which & being extended further in 2014,
The December 2013 ametable fatared some
notable Improvements for passengers at
Manea (on the lpawich to Peterborough Hne)
and Sawbridgeworth, responding to clistomer
and stakeholder aspirations.

Acrecord 653.000 pessengers travelled on our

Eaet Suffolk Line train services last year, an increase of 11.5% compared to 2012 and double the num-
ber of pessengars travelling on the line six years ago. This growth comes after the new hourly service
ine & 2012

‘was introduced on the line in

Char thriving Twitter feed apesated by our social media team continues to be popular with custormess

amd has astracted cwer 37.000 followers.

4 | Annusl Report 1o Customers an s
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Trains

Interesting from a personal perspective rather than as an enthusiast

Trains

Further progress has been made in improving the conditian of our train fleet, As part of their
reqular planned mamtenance some of our trains induding the WMark i Irtercity coaches are
being repainted, a5 a precursar 10 more substantial improvemnents 1o the customer emvitanment
a5 part of our new contract to Ocicber 2016,

Onur edectric multigle urit (EMU) trains based at Dford Depot are being
Improved with the help of & new cleaning product which is restoring the
traing’ extericr pantwork. The new product is apphed by hand end strips
away any bulidaup of contamination such as embedded brake dust which
affects the bodyside

In parmership with Eversholt Rail and Wabsec, one of our Class 321
trains operating services to Braintree, Chalmeford, Clasten, Colchestes,
Harwich, Tpswich and Southend has undergone  high-specification
refurbishement and upgrade and & runming m normal service on the
Abeliie Greater Angla network for & yeas. During this perod, we are
seeldng pasenger views on the many new features, which showease how
the tralns could Be upgraded, to help shape plans for futare rolling stock
enhancements o our network.

A similar initlative & also urkderway with Angel Trains to operate & “pilot” refusbished Class 317 train,
which will be used to gain customer feedback and help priodrse pessible fuhare improvements oo trains
on the West Anglia routes between Ely, Cambridge, Bishops Storford. Harlow, Hertford East, Enfield,

The £3 mikion
refirbishment and
upgrade of our fleer
of two carriage Class
156 trains, which
are used malnly an
zarvices in Neorfolk
and Suffolk, is now
cormplete.

Stations

Stations have continued (o be the foous of an extensive programime of customer-focused
lq)gra:les across our regeon. Major station improverment schemes arg underway and progressing
weell at three of our busiest stations - Bishops Storthord, Cambridge and Chelmsiond,

At Carnbridge & E4,25m improvemnent will upgrade and renew the existing tleket hall, which will
devable in size and foature an open plan counter service, additional ticket vending machines and
improvaments io the customer nformation screens. New todlets are being built and other susnemar
facllides enhanced. W are also working closely wish Network Rail and CB1 developer Brookgate, t
ensure that the proposals fit well with thoes for station square and the adjoining hoted and CyelePaint
with capacity for 3,040 bikes.

Annual Repom o Cusiomers wrgams | 5
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Stations

Legitimate content but some disappointment if own station not mentioned

High level of
claimed
theoretical
interest

In spite of or due
to current
satisfaction with
station
performance

Encouraging

to read about
upgrades and
improvements:
- cycle point
- TVMs
- facilities

AGA Annual Report

At Bishop's Stortford, work is

redavelopment
of the Matic

Foverments o access for
g stadr bowear, W L E peapls, e ap
lso being rebuilt in order

7 concept brovght to the UK from tha
ST 1 oiheriands by Abelbo wiah
: oycle parking

30 new hanches - compliant with the recuirernents of the Disability Discrimination Act - have besn
matalied at stitions acmss our netwerle th atiens have received new station wheelchairs for use
providing assistance to passengers whe he oy problesms

e havie alsn installed 24 new hedp point telephones at Gations, offering passengers better access Lo
Irain informanion aed advice, espa at unaestad seatioos where the help point is invaluable e
Vg pasfengers infirmation about thelr train services

6: Annual REpart 1o Customa s
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Evidence of lower
enthusiasm for this
news in Ipswich

> =

Less interested in
hearing about what
happening
elsewhere on the
network

-

Probably due to
perceived need for
investment at their

local station

AZCOM



Marketing

Potentially interesting subject suffers from being low down on the page

BT of eur stations have neww besn accredited *Secure Station' stams for safety and seciity The
Sequre Stations Schemne is directed by the Department for Transport end the British Transport Palies
and recoguises good practice In implementing secudly meastres at statons.

in a contimuing and wide-ranging programeme, cycle pariing facilities are being improved af many
statione, inchuding secure compounds where entry is obtained via a ey fob system.

Customers can now access free Wi-Fi in parmership with The Cloud at aver 100 Abellio Greater
ng]iaﬂ-ﬁ;m;
Oriher specific improverments nclude:

o A programme (0 install new automatc tcket vending machines at Beceles, Saomundhanm and
Woadbridge on the East Sulfolk Line and at Morth Walsham on the Norwich to Sheringham
route was cormpleted last year

= A further extension to the car park at Diss station was opened_ creating an additionsl B0 ear
parking spaces, by convertiag disused railway land and sidings to increase capacity,

# A range of improvements for our customers at Stratford station after complethon of an overhaul
of customer information, incheding new signage and a better pubiic address system, Lighting
and cleantiness hias also bean improved and new Cryster validators installed on platfoems 9710,
10800 and 12,

e New information screens instalied at Tottenham Hale to integrate train and tube travel news for
customers at this station, along with new ticker gates and other improvements,

Finally, through the adeption of a new Retail Strategy at stations we ara warking o improve facilities
for customess offersd by retail partners 82 stations. We recogrise that customers’ expectations af
what they can purchase at statiens are rising (as evidenced by research such as the Mational
Passenger Survey), so the new approach is aimed af further reising standards across our natwoek:,
providing benefits for rall passengers and retail tenanis.

Marketing

Wie have contnuad 5o wark with our kay
pariners such as Visit East Anglia and Stareted
Axrport on attractive marketn initatves.

Stansted Express welcomed supporters savelling to
the Champlons League final at Wemblay Stadium
lase May hetween Bonpala Dartmund and FC
Bayern, handing ot souvenic FuSball Kommt

nach Heuse' (Focehall's Coming Home) badges
arriving funs of the German fAnalses

Stansted Express has also miroduced & now
Business Flus ticket, perfect for the business
travaller looking for increased value and the
benefits of First Class travel, when travaliing 1o

and from Stansted Airport, We have also developed
& eievilar Buginess Phas teliet lor cuatorners on the
Norwich to London mainline services,

Annual Reporita Costormers: aeeane [[7 -
A=-COM
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Community

Interest in CSR correlates with extent of perceived personal / local benefit

Few low cost 7 Day and 30 Day advance tickets for
travel on Stansted Express ane proving very popular
with ever 20,000 of the latter sobd in the Grst few
weelks since launched And in-bound passengers
arriving at Stansted Airport can now purchase
Wisitor Chyster Cards for the Sirst dme from the
Airport Geket office.

W ane contimemg to work clhosely with Viair East
Anglia to promote maved and wourdzm In the region
and the 2For] London Attraction offers are proving
s popular 85 ever Mobile and Print-at-Home tcket
opticns have also beon extended, and & new Advance
ticket and season products devedoped for our
Cambridgs 1o Lasdon roste.

Promotion of products such ag Dug, Groupsave and
the range of popular Advance tickets has continued
apace, as part of the marketing development of good

walue fares for our customers,

Community

Wiorking positively wath the local communiies acrass the region we serve s 3 key priceity Tor us
at Abelho Greater Anglia

Exarmples of good practice helping to brighten-up aur stations and improve the emvironment are the station
muraks created at Frinton-on-5ea. Hoveton & Wiotham and Reedham.

Cur thriving station adopter scheme cebobrated 10 years of aupport for the Jocal rail operator last June, and
‘comemunity Woluniears came together to commemorate the anniversary and share ideas and abtiatives
which have been successfil at thelr stations. Adopters from the region were also congratubated at the anmzal
Seation Adegtes fAwards. Last year’s winners were; Cantley, Colehester, Crarmer, Frinton-on-Sea, Melton,
Newport, Reedham Shelford,
Sauthminster, Thorpe-Le-Sokeny
amed Walton-on-the-Maze.

Anewly decorated “Brecks' wain
was launched m July. Abellia
Greatey Anglia and The Brecks
Parmmership “wrapped' a Clasa
170 train used om the Merwich to.
Cambridge route through the
Brecks in enticing imeages, fo
peomnote this asea of Morfolic
and Suffolk

Abeslio Greater Anglia has
been integrally irvolved in the
development of the East
Anglian Rail Prospecias and the
subgequent worl o bulld the
ez for upgrades Lo the Great
Eastern Main Line

-_—
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Our people / Connecting people
Feels a bit like back-patting and padding at the end of the report

Our people

A number of Abell sater Arglia employees have been recognised for excellent custarmer
seqvice and autstanding endeavaur

In *mriystery shopping” surveys, some of our employess have consistently scered 1009 top marks,
Customer service and quality standerds e stations are assessed on aregular basis as part of our
ongoing commitment to defiver customer service axcellence.

Ipswich station cleaner Steve Mew was named Abellio Greater Anglia's Star of the Year when he acted
promptly 1o intervene and help care for nd:saw passnger ﬁndSmmansdyamey Ellis both
received Abellio Group for their

Norwich-based conductor Gary MeDonald and Ipswich driver Stephen Sheeran both received British
Transpart Police certificates of commendation for their brevery in detaining a threatening member of
the public.

Connecting béople' .

We've improved eonnections for amward travel at our stations with better bus, cycls and taxi
integration

We teamed up with Anglian Bus and Suffolk County Councll through the East Suffolk umoommmr
Bail Partnership to launch & new integrated rail and buas service linking Halesworth station with

Southwold.

A combinad bus and train

collaboration with

Essex County Counvil,
Uttlesford District Council
and l<al bus operators.
tn partssihip with
Suffolk County Counell,
a-napr transport

tegration project:
cumplcted o Lowesiof:
=tation, greatly mpraving
public transport connections
and car pariang.

15 staticns aa aur nework are now part of Bike & Go, the UK's first majer station cyele hire
prograrmme. Providing low cost, rapid and conventant cyele rental, Bike & Go will b available at 86
statinns acwoss the Abellio-npersted Greater Anglia, Messeyrail and Northern Rall networks. Custormers
can obtzin mere desails at. www bikeandga couk

Another pionesring iniative is our pew
Cab & Co tasd bocking service, which hag
been extended to more stations after

n successful pilot phase. Cab & Go s
anew, free app and wetsite which lets
radl passengers hook a txd w0 or from

the station.

For more nformation or 1o download the

pp visit ww.abelliogreateranglia couk/
cabandps or www.cahendgocom

CAB&ES
February 2015 Page 12 AECOM
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Awards

This format should be used as the template for future Customer Reports

Awards

Generally thought Abelio Graatr Angh won & uber o and 3 Majority of comments
focused on

tO b e I n te r eS tl n We're proud Lo receive such recognition for our 3,000 employees. The main awards incude: :
g o Croas-liy el 'r'r'h.lr""-\'tl‘“"a the 2013 q_'ll‘lncwcu’_'l.nurj. for impressive presentatlon rather

and Sur risin '-‘""“'II e a oustomer service standards at the Londen 2012 Games;
( p g) s Judges' Spacial Award for gold performance in Surnrmer 2012 at the 2013 National Rail Awards than Content

in Customer Satisfaction Award at the 2013 British Qualiny Foumdation's UK

fowvards at the 2013 Netional Cyele Hall awards for Best Customer Service,

Seems a shame + ThreeC srds a the 013 Nasional Cyce Rl swer :
a kdng and Statlon of the Year (lor Chelmesfond) U n Ivers al Iy
to b e tu C ked aw ay = Public Transport Operator of the ‘ear Award at the 2014 London Transpar: Awards - Abellin
. . Tea Anglia was recognised for -Jﬂ.ll.'ﬂ-nr:;_; sgnificant improvernents’ from Febru o1 reg ard ed as a
0 n th e I n s I d e o Gold .'rx'c~=.1-:!r_:: Feople :i!.l‘ﬁl:u.-- fior Abellics Grearer Angiia’s Customer Contact and Operations .
considerable

leams and Silver for the Revenue Protection Team.

back cover :
* Improvement
Especially since e e TR e "’

many unlikely to Bullet-point style felt

get this far in to be more attractive
reality and accessible than
paragraphs of text

S— A=COM
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Annual Report to Customers - summary

Opportunity for improvements that may help build relationships in future

Low enthusiasm initially

Not acknowledging commuter relationships

Not building relationships with less frequent users
Can impact positively on perceptions of trust

- honesty with performance data

g S

..-l""'—'-‘
-online / on trains / hand-outs at stations

AGA Annual Report February 2015 Page 14 A:COM

Greater transparency would help 7
- comparison with other TOCs

Interest may relate to relevance

- reporting by route could help

Worth considering other channels



Reflections on the Abellio Greater Anglia Annual Report

-
AGA Annual Report February 2015 Page 15 A:COM



